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Subi: EBACHELOR HQUSING ACCREDITATION PROGRAM (BHAP)Y FPROCEDURES
AND STANDARDS

1. Purpese. To provide procedures and standards for the
calendar year Z00C4 BHAP.

2. Discussicn.

2. Reference (a) established the Navy BHAP to promote
excellence in Bachelor Housing {BH) management and assigned the
CNI Navy Housing Program Management Office (NHPMO} responsibility
Eg i

(1) Publishing the Admiral Zumwalt Award Program
administration proceduraes.

{2] Developing and maintaining accreditation standards
and criteria that will encompass a two year designation period.
Disseminating those standards wvia instruction or notice to all BH
and Regions.

{3) Arranging for the presentation of the award to all
Zumwalt winners on an annual basis.

b. References (k] through (m) contain current guidance and
policies directing the operation of BH.

<. The BHAFP recognizes those commands that, bkased on
customer expectations, exceed the minimum standards for service,
facilities and amenities. Commands receiving Three and Four Star
accreditations provide their guests and residents with levels of
service, comfort and security beyond the minimums reguired by Dob

ard DoN. Five Star commands earn the Admiral Elmo R. Zumwalt
Award and represert the ultimate militarv ledging and housing
operations. Their guests and residents are assured of

exceptional facilities and first-rate service.

Three S5Star coperations provide clean, comfortable, well-maintained
rooms with & wvariety of amenities to ensure enjoyvable stays for
their guests. Service is timely, friendly and competent.
Equipment and procedures are in place to ensure safety and
security.

Four Btar operations provide all of the attributes of the Three
Star level while showing noticeable enhancements in décor,
amenities and service. The facilities and grounds are
actractive, clean and well-maintained. The staff is friendly,



competent and knowledgeakle about the BH, base and local area.
They place a priority on outstanding service.

Operations earning Five Stars and the Admiral Elmo R. Zumwalt
Award are the ultimate in military BH hospitality. The
facilities and grounds are very attractive, impeccably clean and
professionally maintained. The amenities are egual to or better
than those provided by top quality residence halls or mid-grade
commercial hotels. The staff iz extremely knowledgeable and
professiconal, providing excepticnal service to all residents and
guests.

There may be a pesrception that, since the BHAP rates operations
from Three to Five 5tars, a Three Star rating is the worst. In
fact, many operatiocons are not even considered for accreditation
because they cannot meet the minimum standards. A Three Star
cperaticn can take great pride in the fact that it is better than
one-half aof Nawvy BH properties worldwide.

d. Three or Four Star accreditations are determined and
presented by the Region. Five Star accreditation and the Admiral
Elmo R. Zumwalt Award are determined and pressented by CNI.

e. As stated in reference (a), installaticons will receive
Five Star accreditation and The Secretary of the Wavy’'s Admiral
Elmo R. Zumwalt Award for Execellence in Bachelor Heousing if:

{1} Both Bachelor Quarters (permanent party)and Visitors
Guarters (transient) operations are validated as achieving a Five
Star accreditation: or

{2} When operating only Bachelor Quarters {permanent
party), Bachelcr Quarters operations are validated as achieving a
Five Star accreditation: or

{3) When operating cnly Visitors Quarters (transient),
Visitors Quarters operations are validated as achieving a Five
Star accreditatiaon.

f. ©Once achieved, based on the cnsite wvalidation, Three and
Four Star accreditaticns, awarded by the Region, are retained for
one year. JumwWalt Awards are retained for two years.

This 15 a daily standard, not a cne-time look. Installations are
a2xpected o maintain these standards over the course of the twoe
years., Regicnal BH managers will monitor feedback from customers
and take appropriate actien.



3. Action. Enclesures (1) through {3} are provided to assist
Navy installations, Regions, and CNI in the execution of the 2004
BHAF.

All installations with host command responsibility for BH must
participate in the accreditation process. The minimum level of
participation will be to complete and submit, to their Region, a
self-assessment of their performance against the standards
contained in enclosures (2] and (3).

Distribution:
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Bachel or Housi ng Accreditation Program (BHAP) Procedures

1. Eligibility

a. Al commands with host responsibility for Bachel or
Housing (BH) will participate in the BHAP. As stated in
reference (a), this program does not apply to quarters
designated for Recruits, Navy Mlitary Training Units (NMTU)
Transi ent Personnel Units (TPU), Distinguished Visitors
Quarters (DVQ or Flag O ficer Quarters. Distinguished
Visitors Quarters are defined as any DV units (rooms, suites
or houses) that are used for either 07 and above, or E9
personnel only. DV units (roons, suites or houses) where the
assi gnment and/or control of the unit does not fall under the
Bachel or Housing staff are excluded from accreditation. Any
units primarily assigned to 06 and bel ow or E8 and bel ow,
regardl ess of the quality or |ocal designation, will be
consi dered for accreditation.

b. Navy BH operations that are tenants of other Service
installations but are funded and operated by the Navy, wll
partici pate.

c. Buildings on the Navy Pl ant Property Account, but
under the control of another service, may, but are not
required to participate in the BHAP. To be excluded from
participation, all of the follow ng conditions nust be net:

1. The other service is fully responsible for operating the
bui I di ng.

2. The other service inposes its own BH standards.

3. There are no Navy personnel housed in the building.

4. There is an Inter-service Support Agreenent (I SSA) or
Menor andum of Agreenent (MOA) establishing this arrangenent.

d. The follow ng prerequisites nmust be net prior to
accreditation:

(1) Al commands operating nonappropriated billeting
funds nust have had a CNI Lodgi ng Program Review within the
current fiscal year or followup review wthin the twelve
nonths prior to the CNI validation visit. The NABF Lodgi ng
Program Revi ew perfornmed by CNI NHPMO audit personnel nust
have docunentation of corrective action. |If the CNI staff is
unabl e to conduct this review, this requirement will be net by
the nobst recent review.

(2) The BH adheres to all DoD and Navy Equal
Enpl oynment Opportunity (EEO) gui dance.

Encl osure (1)



e. Comands will be evaluated within the foll ow ng
cat egori es:

(1) Bachelor Quarters (BQ operations will be rated
usi ng the standards in enclosure (2). A Three, Four or Five
Star accreditation will be assigned as appropriate.

(2) Visitors Quarters (VQ wll be rated using the
standards in enclosure (3). A Three, Four or Five Star
accreditation will be assigned as appropriate.

(3) If both BQ and VQ operations achieve a Five Star
rating the command will be awarded the Admral Elnmo R Zumnal t
Award for Excellence in Bachelor Housing. Commands operating
only Bachelor Quarters or only Visitors Quarters that achieve
a Five Star accreditation will be awarded the Admral Elm R
Zumnal t Awar d.

f. Several bases are utilizing converted or diverted
fam |y housing units as Bachel or Housing. Life safety
standards are associated with the type of structure, not the
type of occupants. Mlitary famly housing life safety
standards apply to converted and diverted housing units. They
remain the sanme whether famlies or bachel ors occupy the
structures. Converted and diverted fam |y housing units are
not considered dormtories.

g. The Navy has recently approved new BH designs. These
new st andards, detailed in reference (b), apply to all new and
renodel ed BH. The 1+1 standard has been upgraded to the 1+1E
(enhanced) standard. The 1+1E standard creates larger living
spaces by elim nating many conmon use anenities such as
| ounges, laundry rooms and vending areas. The applicable
accreditation standards will be considered nmet for buildings
desi gned and built to the 1+1E standard.

2. Accreditati on Procedures

a. All installations nust participate in the
accreditation process. The mninmum | evel of participation
will be to conplete and submt a self-assessnent of their

performance agai nst the standards contained in enclosures (2)
and (3). The 2004 BHAP Cover Sheet, enclosure (4), is
provi ded and may be used at the Region’s discretion.

b. Self assessnments will be conpleted and submtted, via
PBMSS, to the Region. |If the self-assessnment indicates that a
Three, Four or Five Star accreditation is warranted (i.e., al
basi ¢ standards and a sufficient nunber of Star Standards are

Encl osure (1)



nmet), include a request for accreditation. Regional BH
Program Managers will establish procedures and due dates for
the sel f-assessnents.

c. Commands not neeting the prerequisites and all Basic
Standards will not be considered for accreditation

d. Based on the npbst current internal review or CN
Lodgi ng Program Review, an installation will be disqualified
gi ven evi dence of inappropriate use of funds from any source.

e. The Region will validate requests for accreditation
based on the installation self-assessnment and a current site
visit.

(1) If accreditation is not supported, the Regi onal
Program Manager, at the conclusion of the site visit, wll
advi se the installation.

(2) If Three or Four Star accreditation is supported,
the Region will issue the appropriate accreditation. For
those installations neeting Five Star accreditation criteria
in both BQ and VQ as applicable, the Region will forward
nom nations for Zummvalt Awards to reach CNI no |later than 1
June 2004. Regions nust notify the NHPMO of al
accreditations by official correspondence no |ater than 15
Oct ober 2004.

f. The NHPMO will coordinate site validations for
install ati ons nom nated for Five Star accreditation and
Zumnval t awar ds.

(1) The NHPMO wi Il assign site validation team nmenbers
and schedule the site validations.

(2) Site validations will be coordinated with Regi onal
BH Program Managers. The NHPMO will provide a 30 day w ndow
for the visits to each installation.

g. At the conpletion of the site validation, the CNI
Val i dati on Team Leader will brief the Commandi ng O ficer.

h. Wthin ten working days after conpleting a site

val idation, the validation teamw ||l forward a witten report
of the overall evaluation to the NHPMO. A copy of the report
wi |l be provided to Regional BH Program Managers.

i. Al NHPMO site validation visits and reports will be

conpleted no |ater than 31 COctober 2004.

Encl osure (1)



CNI NOTE 11103

Accreditation Standards for Comrands Operati ng
Bachel or Quarters

1. Mark each standard to indicate conpliance.

2. Al basic standards nust be met for accreditation at any

| evel .

3. Three Star Accreditation is achieved when all 53 basic
standards and at |least 1 star standard is net.

4. Four Star Accreditation is achi eved when all 53 basic
standards and at |east 5 star standards are net.

5. Five Star Accreditation is achieved when all 53 basic
standards and at |east 12 star standards are net.

Note: For purposes of this checklist, a “suite” consists of a
full size living roomand full size bedroom

Note: If a particular standard is not required/ met due to BH
configuration, credit will be given.

Bachel or Quarters Basic Standards

Facility Standards Yes | No

1. Bui | di ngs and grounds are well maintained and
free of debris. BH supplies and equi pment are
properly stored out of the view of guests and
residents. Landscaping is well grooned and
mai nt ai ned. (Ref. c)

2. Bachel or Housing is pest free. (Ref. m

3. Room cat egori es neet DoD M ni mum St andar ds of
Adequacy for privacy, room size and bat hroom
configuration. (Refs. d & e)

4. Facility nmechanical systens are reliable and
provi de designed confort and conveni ence to
guests and residents. Exanples of nechani cal
systenms include heating, ventilation and air
conditioning (HVAC); elevators; and hot water
systens.

5. Lighted or reflective directional signs are
provi ded from each gate to the registration
desk. (Ref. D)

6. Adequate site lighting is provided in all
parking lots, wal kways, entries and recreation
facilities. (Ref. b)

Encl osure (2)



CNI NOTE 11103

Bachel or Quarters Basic Standards

Facility Standards (cont.)

Yes

No

Vehi cl e parking is provided for 70% of

resi dents, excluding “A” School and recruits,
unl ess physically constrained. Vehicle parking
adjacent to BQ buildings is reserved for
residents’ use. (Ref. b)

Sufficient secure, weather protected,
conveniently | ocated bicycle parking is
provided for residents. (Ref. D)

Reserved parking is provided near the front
desk for resident check-in and check-out.
(Ref. b)

10.

Bachel or Housing staff parking is |ocated away
fromthe front desk area.

11.

Interior and exterior signage is clear,
attractive, and professional in appearance.
(Ref. b)

12.

Fl oor coverings are in good condition with no
evi dence of fraying, stains, or danage.

13.

Wall and ceiling coverings (e.g. paint and
topical treatnments) are clean and well

mai ntai ned with no evidence of chi pping,
cracking, peeling, or enmbedded dirt.

14.

Al'l installed energency lighting, to include
enmergency exit signs, is operable.(Refs. b & Q)

15.

Fire alarm systens and portabl e extinguishers
have been certified by the fire departnent or a
designated certified representative. (Ref. Q)

16.

Al'l building exits are clearly marked. (Refs.
b, g, h &j)

Common Area St andards

17.

The reception desk and | obby area present a
clean and confortable, quality appearance.

Encl osure (2)




CNI NOTE 11103

Bachel or Quarters Basic Standards

Common Area Standards (cont.)

Yes

No

18.

Common areas, including hallways, throughout
the BH conpl ex, have a tasteful, pleasant
décor. (Ref. b)

19.

All areas visible to custoners are clean and
orderly (includes the business office).

20.

One washi ng machi ne and one dryer for every 12
residents are conveniently |l ocated (unless
physically constrained). There is no charge
for residents’ use. Laundry machines are clean
and in working order or a trouble call has been
initiated with foll ow up docunent ed.

21.

Al'l laundry roons have at | east one folding
tabl e and cl ot hes hanging rack/rod unl ess
physically constrai ned due to the building
design. (Ref. b)

22.

I roning boards and steamirons, with non-stick
coating, are available for check-out or built
into the laundry room (wall units).

23.

Washers and dryers are reserved for residents’
use only (no use by the BH staff).

24.

Mul ti - purpose spaces are carpeted or have
decorative floor covering, are well decorated
and provi de adequate confortable seating based
on usage. At |east one |ounge area provides a
color TV, with cable service, of a size
appropriate to the room (excludes Wlton
Becket nodul e | ounges)

25.

Snack and drink machi nes are provided. (Ref. b)

26.

Change for vending machines is readily
avai |l abl e.
Machi nes with bill acceptors are encouraged.

27.

Al'l furnishings are clean and in good condition
(I ounges and | obbi es).

28.

Conveni ent, designated snoking areas are
provi ded. (Ref. k)

Encl osure (2)




CNI NOTE 11103

Bachel or Quarters Basic Standards

Room St andar ds

Yes

No

29.

A secondary | ocki ng device, such as a dead bolt
| ock or night latch, is installed on roomentry
doors. (Ref. Db)

30.

Exterior roomentry doors have one way vi ewers.
(Ref. b)

31.

Enmer gency evacuation route instructions,
conplying with DoD and | ocal regulations, are
attractively framed or photo engraved and
mounted on all roomexit doors excluding those
ground fl oor doors that open directly to
parking lots, open areas, etc.

32.

Seventy-five percent or nore of the resident
roonms inventory have all interior walls covered
(no exposed CMJ). (Ref. b)

33.

Al l furnishings, appliances and accessories are
clean, attractive and in good operating
condi ti on.

34.

Furni shings replacenent utilizes the whole room
concept. This nmeans that all furniture nmatches
and that all carpeting, wall coverings and

wi ndow coverings are conplenmentary. Each room
is arranged to permt the resident to nove
freely fromone area of the roomto another,

uni npeded by furni shings.

35.

Tel ephone jacks are installed one per person.
(overseas exempt). (Ref. b)

36.

Cable TV jacks are installed one per room
(overseas exempt). (Ref. b)

37.

A refrigerator is provided in each room or
suite. (Ref. b)

38.

A mrror that provides an unobstructed, full-
body view is mounted in each room (one per
suite). (Ref. b)

Encl osure (2)




CNI NOTE 11103

Bachel or Quarters Basic Standards

Room St andards (cont.)

Yes

No

39.

Trash cans, residential in nature, are provided
in each room |If netal, they are not dented
and do not show signs of rust. Appropriate
Sizes are approximately 8-13 quarts for

bat hroons and 13-28 quarts for |iving areas.

40.

Bed linens are provided on check in. The basic
check in allowance includes: 1 mattress pad, 1
bl anket, 1 bedspread coordi nated with the whol e
room concept, 2 sheets, 1 pillow and 1
pillowase (for single beds), 2 pillows and 2
pill owmcases (for double or |arger beds).

41.

An accurate, user-friendly informati on package
is provided to each resident to include:
emergency and ot her phone nunbers, disaster
procedures, BH house rul es, base history, base
facilities hours of operation, resident

servi ces provided and base informtion.

Servi ce Standards

42.

Message service, either by automated phone
system answering machines or a manual system
is provided.

43.

The staff’s appearance is clean, neat, and
pr of essi onal including a nanme tag for each
person.

Encl osure (2)




CNI NOTE 11103

Bachel or Quarters Basic Standards

Service Standards (cont.) Yes | No

All staff nenmbers consistently display a
positive, professional attitude, making guests
and residents feel welcone by offering

assi stance and additional information. Front
desk personnel:

Greet and welcone all residents in a
cheerful, appropriate manner.

Acknowl edge approaching residents even if
servi ng anot her.

Answer phones pronptly (normally wi thin
three rings) in a courteous, friendly
manner .

Do not place callers on hold wthout asking.
Do not | eave callers on hold | onger than one
m nut e.

Use resident’s nanme and rank whenever
possi bl e.

Are know edgeabl e about BH, base and | ocal
servi ces.

Check-in service:
Check-in is conpleted in a pronpt, efficient
manner .
Uses resident’s nanme and rank at | east once.
Does not verbally announce resident’s room
nunmber .

Check-out service:

. Check-out is conpleted in a pronpt,
efficient manner.
Uses resident’s name and rank at | east once.
Solicits feedback fromthe resident about
the quality of their housing experience.

The BH manager is responsive to the residents,
their needs and their recomendati ons.
Exanpl es of this include regular attendance at
quarterly advisory board neetings where BH

i ssues are addressed, responses to resident
comment s and suggestions, and action taken on
suggestions and requests.

Encl osure (2)




CNI NOTE 11103

Bachel or Quarters Basic Standards

Managenent St andards Yes | No

48. | There is a systemin place to accept, report
and nmonitor trouble calls at the front desk.
(Ref. c)

49. |There is evidence of an effective training
program based on observation of the BH staff.

A well-trained staff is know edgeabl e about the
base, the BH and their specific duties.

Trai ned personnel performtheir duties with
confidence and provi de exceptional custoner
service.

50. | The BH operation is actively participating in
t he Performance Plus Program as verified by
recei pt and display of the Bronze Pi neapple

Pl aque and a review of the training records.
Active participation includes setting goals, a
trai ning needs assessnment, training conducted
based on the assessnent, progress neasurenment
and personnel certifications.

51. | There is an active recognition programfor the
staff. An active programincludes established
criteria and rewards. Evaluation and selection
t ake place on a regular (nonthly/quarterly)

basi s.

52. | There is an installed, operational, PBMSS
system which contains current data in the

foll owing areas: Customer Satisfaction Survey;
QOL for room standards, furniture and
amenities; Facility Condition Index; staff
training; Visitors quarters room occupancy; and
cost per night stay.

53. | BH custoner satisfaction interviews convey
positive results (conducted by validation team
onsite).

Total of Basic Standards 53

Encl osure (2)



CNI NOTE 11103

Bachel or Quarters Star Standards

Common Area St andards

Yes

No

54.

The BH conplex offers alternative commnity
rooms such as quiet roons, tel ephone roons,
communi ty kitchens or conputer roons, etc.

55.

Qut door recreation anenities are convenient to
t he BH conpl ex. Exanples include: gazebos;
picnic tables with barbecue grills; and sand
vol | eybal | pits.

56.

Laundry detergent vendi ng machi nes are
avail able in the BH conpl ex.

57.

Steam irons are equi pped with non-stick coating
and automatic shut-off.

58.

| ce dispensers are conveniently | ocat ed.

59.

Vendi ng areas offer hot or m crowaveabl e food
and a m crowave oven

60.

Vendi ng areas offer an adequate nunber of
conveniently | ocated tables and chairs (based
on usage of the area and if practical). (Ref.
b)

Room St andar ds

61.

Room entry doors have a card key system
(mechani cal or electronic) installed. (Ref. b)

62.

100% of the resident rooms inventory have all
interior walls covered (no exposed CMJ). ( Ref.
b)

63.

Al'l roonms are furnished under the whole room
concept This neans that all furniture matches
and that all carpeting, wall coverings and

wi ndow coverings are conplenentary. Resident
roons are arranged to permt freedom of
nmovenent from one area to another uni npeded by
f ur ni shi ngs.

64.

Bar codes/property tags on furnishings are
pl aced out of plain site.

Encl osure (2)




CNI NOTE 11103

Bachel or Quarters Star Standards

Room St andards (cont.) Yes | No
65. | Sufficient surfaces and/ or shelving are
avai lable in lavatory areas for convenient
pl acenent of personal toiletries.

Servi ce Standards

66. |[Installations with outlying buildings, nore

t han one-quarter mle fromthe reception desk,
provi de around the clock transportation to nove
residents to and fromtheir roons.

Managenment Standards

67. | The BH operation has been awarded the Silver
Pi neappl e Plaque for participation in the
Perf ormance Pl us program

68. | The inventory of items in the warehouse is at

| east 90% accurate. A m nimum of 20, randomy
selected, items will be counted. The physical
count nust exactly match the inventory record.
The accuracy rate is conmputed by dividing the

nunmber correct by the nunber sanpl ed.

War ehouse spaces will be neat and orderly.

69. | One Star bonus point may be added if the BH
operation has been awarded the Gold Pineapple
Pl ague for participation in the Performnce

Pl us programor, at the validation teanis

di scretion, for truly innovative, cost-
effective items or services which directly
effect the quality of life for residents and
guests and/or significantly reduce the cost of
operations while maintaining service and
quality of life. Exanples may include
appl i ances such as irons and ironing boards or
vacuum cl eaners provided in roons.

Total of Star Standards:
Total of Basic Standards: 53

Grand total:

Encl osure (2)




CNI NOTE 11103

Accreditation Standards for Comrands Operati ng
Visitors Quarters

1. Mark each standard to indicate conpliance.

2. Al basic standards nust be met for accreditation at any

| evel .

3. Three Star Accreditation is achieved when all 79 basic
standards and at |least 1 star standard is net.

4. Four Star Accreditation is achi eved when all 79 basic
standards and at |east 5 star standards are net.

5. Five Star Accreditation is achieved when all 79 basic
standards and at | east 14 star standards are net.

Note: For purposes of this checklist, a “suite” consists of a
full size living roomand full size bedroom

Note: If a particular standard is not required/ met due to BH
configuration, credit will be given.

Visitors Quarters Basi c St andards
Facilities Standards Yes | No

1. Bui | di ngs and grounds are well nmintained and
free of debris. BH supplies and equi pnment are
properly stored out of the view of guests.
Landscaping is well groonmed and nmi ntai ned

(Ref. c¢)
2. Bachel or Housing is pest free. (Ref. m
3. Room cat egori es neet DoD M ni mum St andar ds of

Adequacy for privacy, room size and bat hroom
configuration. (Refs. d & e)

4. Facility nmechanical systems are reliable and
provi de desi gned confort and conveni ence to
guests and residents. Exanples of nechani cal
systens include heating, ventilation and air
conditioning (HVAC); elevators; and hot water
systens.

5. Lighted or reflective directional signs are
provi ded fromeach gate to the registration
desk. (Ref. b)

Encl osure (3)



CNI NOTE 11103

Visitors Quarters Basic Standards

Facility Standards (cont.)

Yes

No

6. Adequate site lighting is provided in al
par ki ng | ots, wal kways, entries and recreation
facilities. (Ref. b)

7. Vehicl e parking is provided for 70% of guests
unl ess physically constrai ned. Vehicle parking
adj acent to VQ buildings is reserved for
guests’ use. (Ref. b)

8. Reserved parking is provided near the front
desk for guest check-in and check-out. (Ref.

b)

9. Bachel or Housing staff parking is |ocated away
fromthe front desk area.

10. Si gnage is clear, attractive, and professional
i n appearance (both interior and exterior).
(Ref. b)

11. Fl oor coverings are in good condition with no
evi dence of fraying, stains or damage.

12. Wal |l and ceiling coverings (e.g. paint and
topical treatnments) are clean and wel
mai nt ai ned with no evidence of chipping,
cracki ng, peeling or enbedded dirt.

13. Al'l installed energency lighting, to include
energency exit signs, is operable. (Refs. b &
9)

14. Fire alarm systens and portabl e extinguishers
have been certified by the fire departnent or
a designated certified representative. (Ref.
9)

15. Al'l building exits are clearly marked. (Refs.

b, 9, i &j)
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CNI NOTE 11103

Visitors Quarters Basic Standards

Facility Standards (cont.)

Yes

No

16.

Spaces that are open to the public, civilian
staff, visitors, and residents are wheelchair
accessible. (Refs. b, i &j)

Common Ar ea St andar ds

17.

The reception desk and | obby area present a
quality, md-grade, commercial | odging
appearance. Lobby area will be equipped with
a beverage station supplied with coffee, tea
and condi nents.

18.

Common areas, including hallways, throughout
t he BH conpl ex, have a tasteful, pleasant
décor. (Ref. b)

19.

All areas visible to custoners are cl ean and
orderly (includes the business office).

20.

A tel ephone for official calls (DSN, FTS or
| ong di stance) and a phone directory are
conveni ently avail abl e.

21.

One washi ng nmachi ne and one dryer for every 15
guests are conveniently |ocated (unless
physically constrained). There is no charge
for guests’ use. Laundry nmachines are clean
and in working order or a trouble call has
been initiated with foll ow up docunent ed.

(Ref. b)

22.

All laundry roons have at | east one folding
tabl e and cl ot hes hangi ng rack/rod unl ess
physically constrai ned due to the building
design. (Ref. b)

23.

Washers and dryers are reserved for guests’
use only (no use by the BH staff).

24.

Laundry detergent is available for sale in the
BH conpl ex.
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CNI NOTE 11103

Visitors Quarters Basic Standards

Common Area Standards (cont.)

Yes

No

25.

Mul ti - purpose spaces are carpeted or have
decorative floor covering, are well decorated
and provi de adequate confortable seating based
on usage. At |east one |ounge area provides a
color TV, with cable service, of a size
appropriate to the room (excludes Wlton
Becket nodul e | ounges)

26.

Snack and drink machi nes are provided in
vendi ng areas. (Ref. b)

27.

Change for vending machines is readily
avai l able. Machines with bill acceptors are
encour aged.

28.

| ce dispensers are conveniently | ocated.

29.

Al'l 1 obby and | ounge furnishings are cl ean and
I n good condition.

30.

Conveni ent, designated snoking areas are
provi ded. (Ref. k)

Room St andar ds

31.

Room entry doors have a card key system
(mechani cal or electronic) installed. (Ref. b)
Note: Beginning with the 2005 cycl e,

el ectronic locks will be required.

32.

A secondary | ocki ng device, such as a dead
bolt lock or night latch, is installed on room
entry doors. (Ref. b)

33.

Exterior roomentry doors have one way
viewers. (Ref. b)

34.

Emer gency evacuation route instructions,
conplying with DoD and | ocal regulations, are
attractively framed or photo engraved and
mounted on all roomexit doors excluding those
ground fl oor doors that open directly to
parking lots, open areas, etc.
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CNI NOTE 11103

Visitors Quarters Basic Standards

Room St andards (cont.)

Yes

No

35.

Seventy-five percent or nore of guest roons
inventory have all interior walls covered (no
exposed CMJ). (Ref. b)

36.

Li ght bulbs will be appropriate to the type of
fixture. Table, desk and floor |anps wll
provide a m ninmum of 75 watts incandescent

i ght or equivalent |lunens (1350). Three-way
bul bs are installed in three-way | anps.

37.

Furni shings replacenment utilizes the whole
room concept. This neans that all furniture
mat ches and that all carpeting, wall coverings
and wi ndow coverings are conplenmentary. Each
roomis arranged to permt the guest to nove
freely fromone area of the roomto another,
uni npeded by furni shings.

38.

Al'l furnishings, appliances and accessories
are clean, attractive and in good operating
condi ti on.

39.

Quality, framed wall art, in keeping with the
whol e room concept, is provided and
pr of essi onal | y nount ed.

40.

A tel ephone, with nmessage service, is provided
in each room (two per suite) with |ocal and
installation directories. (Ref. c)

41.

A color TV (19" mnimum with renote control
a VCP/ VCR/ DVD pl ayer and cable service is
provided in each room (two TVs with cable and
two VCP/VCR/ DVD pl ayers per suite). (Ref. c)

42.

A refrigerator is provided in each room or
suite. (Ref. b)

43.

A m crowave oven is provided in each room or
sui te.
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CNI NOTE 11103

Visitors Quarters Basic Standards

Room St andards (cont.)

Yes

No

44.

A mrror that provides an unobstructed, full-
body view is mounted in each room (one per
suite). (Ref. b)

45.

Trash cans, residential in nature, are
provided in each room |If netal, they are not
dented and do not show signs of rust.
Appropriate sizes are approximtely 8-13
quarts for bathroons and 13-28 quarts for
l'iving areas.

46.

One hair dryer is provided in each private or
sem -private (shared bath configuration)
bat hr oom

47.

Commrercial quality facial tissues and toilet
paper are provided in each room (Ref. c¢)

48.

Seven renovabl e cl ot hes hangers (wood or
sturdy plastic), a mninmumof three with
trouser/skirt clips, are provided per
resident. (Ref. c)

49,

A full size ironing board and steamiron, wth
non-stick coating, are provided in each room
(one per suite). (Ref. c¢)

50.

Di sposabl e | aundry bags are provided in each
room (one per bed).

51.

A folding luggage rack is provided in roons
(one rack per person for multiple occupancy
roomns) .

52.

M ni mrum bed |inens provided per bed incl ude:
1 mttress pad, 1 hotel grade bl anket, 1
bedspread coordi nated with the whole room
concept, 2 sheets, 1 pillow and pillowcase
(for single beds), 2 pillows and pillowases
(for double and larger beds). (Ref. c)

53.

M ni mum bath |inens provided per bed include:
1 bath towel (m ninmm 27x50 in., 6 Ib./dz.) 1
hand towel, 1 washcloth, 1 cloth bath mat.
(Ref. c¢)
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CNI NOTE 11103

Visitors Quarters Basic Standards

Room St andards (cont.) Yes | No

Personal anenities are provided in each room
to include one 1.25 oz. bar of bath soap and
one .75 oz. bar of facial soap, one 1 oz.
bottl e of hand lotion, one 1 oz. bottle of
shanpoo and one 1 oz. bottle of hair

conditi oner per person. All anenities will be
of commrercial, md-grade hotel quality.
Anmenities are replaced daily if used or

opened.

Personal anmenities are avail able at the front
desk or in-roomon check-in including: razors
with a wapped, capped or covered bl ade;
shavi ng cream toothbrush; toothpaste;

nmout hwash; fem ni ne hygi ene products;
deodorant; shower cap; conb; and sew ng Kit.

A clock radio, set to the correct tine, is
provided in each room (one per suite and one
per occupant in nultiple occupancy roons).
(Ref. c)

A basic beverage kit is provided in each room
(one per suite) including: disposable water
tumblers (2 per occupant); an ice bucket with
di sposabl e liner; a 4-cup coffee maker with

i ntegrated warm ng plate; hot/cold cups (4);
stir sticks; a mninmmof two packets of

cof fee (one regular and one decaf) per
occupant, appropriate to the coffee maker;

i ndi vi dual tea bags regular (1 per occupant)
and decaf (1 per occupant); cocoa mx (1 per
occupant); and a selection of individually
packaged condi nents including sugar (8 per
occupant), creaner (4 per occupant) and
artificial sweetener (4 per occupant).
Beverage kits are restocked daily to these

| evel s and extra coffee and condi nents are
avai |l abl e at the front desk.

Not epaper and a pen (one set per bed) are
provi ded in each room (Ref. c)

A “Do Not Disturb” sign is provided in each
room
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CNI NOTE 11103

Visitors Quarters Basic Standards

Room St andards (cont.)

Yes

No

60.

A housekeeper nanme card is placed in each room
(one per suite) providing the nanme of the
housekeeper responsible for the room

61.

An accurate, information package is provided
in each roomto include: a welcone letter,
emer gency phone nunbers, disaster procedures,
BH house rul es, support activities, tel ephone
instructions and billing information, |ocal TV
channel listing, TV/VCP/DVD instructions,
check-in/out tines, base map, |oca

restaurants and a guest comment card. (Ref.

c)

Servi ce Standards

62.

The installation operates a reception desk for
check-in/out and a guest assistance |line 24
hours a day. (Ref. c¢)

63.

Dai | y housekeeping service is provided to

i ncl ude: making beds; cleaning bat hroons;

cl eani ng appliances; enptying trash; dusting;
vacuum ng; providing clean bath |inen sets and
di sposabl e dri nki ng cups; and restoring
beverage kit supplies and paper products.
Changes of linen are provided at departure or
at | east weekly for guests staying |onger than
a week. (Ref. c¢)

64.

The staff’s appearance is clean, neat, and
prof essional including a nane tag for each
person.

65.

Staff greetings are pronpt and cheerful in
person and on the phone. Recognition of
custoners by nanme i s appropriate.
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CNI NOTE 11103

Visitors Quarters Basic Standards

Servi ce Standards (cont.)

Yes

No

66. All staff nenbers consistently display a
positive, professional attitude, nmaking guests
feel welconme by offering assistance and
addi tional information. Front desk personnel:
. Greet and wel conme all guests in a cheerful
appropriate manner.
Acknow edge approachi ng guests even if
servi ng anot her.
Answer phones pronptly (normally within
three rings) in a courteous, friendly
manner .
Do not place callers on hold w thout asking.
Do not |eave callers on hold | onger than one
m nut e.
Use guest’s nane and rank whenever possible.
Are know edgeabl e about BH, base and | ocal
services. (Ref. c¢)
67. Check-in service:
Check-in is conpleted in a pronpt, efficient
manner (normally within five m nutes).
Uses guest’s nanme and rank at | east once.
Does not verbally announce guest’s room
nunmber .

68. Check- out service:

Check-out is conpleted in a pronpt,

efficient manner (normally within five

m nut es) .

Uses guest’s nane and rank at | east once.
Asks if guest’s stay was satisfactory.

G ves the guest an opportunity to review the
char ges.

Pl aces credit card or cash in the guest’s
hand.

Encl osure (3)




CNI NOTE 11103

Visitors Quarters Basic Standards

Servi ce Standards (cont.)

Yes

No

69. Housekeepi ng servi ce:

. Greets all guests in a cheerful, appropriate
manner .
Uses guest’s nanme and rank if known.
Antici pates guest’s needs and takes
initiative to fulfill them
I's know edgeable in the operation of in-room
equi pment and appliances.
I s knowl edgeabl e about BH services.
Takes action to report room mai ntenance
problenms. (Ref. c)

70. The capability to send and receive official
busi ness FAX is avail able 24 hours/7 days in
t he | obby area.

71. I nformati on on the base and | ocal area is
provided in the front desk/reception area.
Types of information include: attractions,
churches, restaurants, base services, on-base
conmputer resources, transportation, etc.

(Ref. c¢)

72. The BH manager is responsive to the guests,
their needs and their recomrendati ons.
Exanpl es of this include responses to guest
comment s and suggestions, and action taken on
suggestions and requests.

Managenment Standards

73. There is a systemin place to accept, report
and nonitor trouble calls at the front desk.
(Ref. c¢)

74. There is evidence of an effective training

program based on observation of the BH staff.
A well-trained staff is know edgeabl e about
the base, the BH and their specific duties.
Trai ned personnel performtheir duties with
confidence and provide exceptional custoner
service. (Ref. d)

Encl osure (3)
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CNI NOTE 11103

Visitors Quarters Basic Standards
Managenent Standards (cont.) Yes | No
75. The BH operation is actively participating in
t he Performance Plus Program as verified by
recei pt and di splay of the Bronze Pi neapple
Pl aque and a review of the training records.
Active participation includes setting goals, a
trai ni ng needs assessnent, training conducted
based on the assessnent, progress neasurenent
and personnel certifications.

76. There is an active recognition programfor the
staff. An active programincludes established
criteria and rewards. Evaluation and

sel ection take place on a regul ar

(nont hly/ quarterly) basis.

77. A CNI Lodging Program Revi ew was conduct ed
within the current fiscal year or foll ow up
review within the twelve nonths prior to the
CNl validation visit. There is docunmentation

of corrective action taken. If the CNI staff
is unable to conduct this review, this
requirement will be net by the nobst recent

review. (Ref. 1)

78. There is an installed, operational, PBMSS
system which contains current data in the
follow ng areas: Custoner Satisfaction
Survey; QOL for room standards, furniture and
anenities; Facility Condition |Index; staff
training; Visitors quarters room occupancy;
and cost per night stay.

79. BH custoner satisfaction interviews convey
positive results (conducted by validation team
onsite).

Total of Basic Standards 79

Encl osure (3)
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CNI NOTE 11103

Visitors Quarters Star Standards

Common Area Standards Yes | No

80. The BH conplex offers alternative community
roons such as quiet roons, tel ephone roons,
communi ty kitchens or conputer roons, etc.
(Ref. b)

81. Vendi ng areas offer hot or m crowaveabl e food
and a m crowave oven

82. Vendi ng areas offer an adequate nunmber of
conveniently | ocated tables and chairs (based
on usage of the area and if practical)(Ref.b)

Room St andar ds

83. 100% of guest roons inventory have al
interior walls covered (no exposed CMJ). (Ref.
b)

84. Al'l roons are furnished under the whole room
concept. This neans that all furniture
mat ches and that all carpeting, wall coverings
and wi ndow coverings are conplenmentary. Guest
roons are arranged to permt freedom of
novenment from one area to another uni npeded by
f urni shings.

85. Bar codes/property tags on furnishings are
pl aced out of plain site.

86. Steamirons are equi pped with non-stick
coating and automatic shut-off.

87. An extra hotel grade bl anket and pillow with
pill owmcase are provided in each roomor suite.
(One of each is provided per person for
mul ti pl e occupancy roons.)

88. Sufficient surfaces and/or shelving are
available in lavatory areas for conveni ent
pl acenent of personal toiletries.

89. An additional bath linen set (except bath nmat)

is provided in each private room

Encl osure (3)
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CNI NOTE 11103

Visitors Quarters Star Standards

Room St andards (cont.)

Yes

No

90.

Data ports are provided for conmputer nodem
connection in each room (one per
suite)(overseas exenpt). Data ports may be

i ncorporated into the tel ephone or may be a
line splitter plugged into the wall outlet.
Providing an additional line is not required.

91.

The tel ephone cord, attaching the phone to the
wal | socket, is of a length that permts use
of the telephone, or a |aptop conputer, at
both the bedside table and desk.

92.

Professionally printed, installation
personal i zed, notepaper and a pen (one set per
bed) are provided in each room

Servi ce Standards

93.

A premium tel evision channel is avail able in-
room or an assortnent of novies on videotape,
i ncluding recent releases, is available for
free checkout. A prem um channel is defined
as an extra cost novie channel such as HBO
ShowTi e, etc.

94.

Installations with outlying buildings, nore
than one-quarter mle fromthe reception desk,
provi de around the clock transportation to
nove residents to and fromtheir roons.

95.

Dai |l y newspapers are provided at no additional
charge (m nimum five days per week).

Managenment St andards

96.

The BH operation has been awarded the Silver
Pi neappl e Plaque for participation in the
Performance Pl us program

Encl osure (3)
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CNI NOTE 11103

Visitors Quarters Star Standards
Managenent Standards (cont.) Yes | No

97. The inventory of itenms in the warehouse is at

| east 90% accurate. A mnimum of 20, randonly

selected, itens will be counted. The physical

count nust exactly match the inventory record.

The accuracy rate is conputed by dividing the

number correct by the nunber sanpl ed.

War ehouse spaces will be neat and orderly.

98. One Star bonus point may be added if the BH
operation has been awarded the Gold Pineapple
Pl ague for participation in the Performnce
Plus program or, at the validation teams

di scretion, for truly innovative, cost-
effective itens or services which directly
effect the quality of life for residents and
guests and/or significantly reduce the cost of
operations while maintaining service and
quality of life.

Total of Star Standards:
Total of Basic Standards: 79

Grand total:

Encl osure (3)
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CNI NOTE 11103

2004 BHAP Sel f Eval uati on Cover Sheet

Install ati on nane:

Number of buil di ngs:

Nunber of BQ beds:

Nunber of VQ beds:

Bui | di ngs Not Eval uat ed

Bui | di ng Number Nunber of Spaces Contract Nunmber

2004 BHAP Admi ni strati ve Checkl i st

The follow ng adm nistrative itenms, if applicable to the
installation, nmust be readily available to the validation
t eans:

Fire alarm and extinguisher certification docunentation
BQ and VQ i nformati on packages

Resi dent/ guest comments and suggestions with responses
Troubl e call tracking records

Letters of authority/designation

| nventory records

o U O 0O 0 0 O

Proj ect approvals, funding docunents and contracts for
renovati ons in process

(N

| SSAs and MOAs that affect BH

0 Most recent NAF Lodgi ng Program Revi ew and corrective
actions
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